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Office of the Secretary
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445 121h Street, SW

Room TW-A325

Washington, DC 20554
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Speech-to-Speech Services for Individuals with Hearing and Speech
Disabilities; SBC TRS Complaint Logs for Reporting Period June 1, 2002
Through May 31, 2003

Dear Ms. Dortch:
Pursuant to 47 C.F.R. §64.604(c)(1), SBC forwards the following Complaint Logs:

1. an original and four copies of SBC's Arkansas Relay Service TRS Complaint
Log;

(o)

an original and four copies of SBC's Kansas Relay Service TRS Complaint Log;
and

3. an original and four copies of SBC's Michigan Relay Service TRS Complaint
Log.

As instructed by the Public Notice dated May 19, 2003, we have also enclosed one disk
for each Relay Serviee which contains a copy of the above referenced complaint log.

If you have any questions, please call me at 202-326-8843.
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“Toni Acton o o &'j [7L

Associate Director

EI]C]S R T
cC: Erica Myers {by e-mail)
Qualex International



RECEIVED

TRS COMPLAINT
Prepared by SBC Michigan

LOG
Relay Center

Reparing Period

FHDERAL COMMUNICATIONS COMMISSION June 1, 2002 - Way 31,2003
QFFICE OF THE SECAFTany
No Date of ____ Nature of Complaint Date of N _ Resolution_ -
~ | Complaint Resolution B N
1 B/11/02  The Voice customer called and said he was upset with the 8/20/02  The Supervisor apologized to the custorner and referred the complaint
- .Rep, because she continually asked him to slow down and to the manager. The manager attempted to reach the customer three
T " repeat his statements. The customer was irate and wanted ‘times, while leaving a callback number for him The customer never
- - " to speak with a manager _called back, so the complaint was closed. The manager also covered |
““the rep on the complaint and co@gt_grg_oedure for" asklng the
T - . e ‘customer to slow down" to ensure handled appropriately. :
"2 17 8/20/02  The TTY customer felt she was insulted by a statement 8/20/02 The Supervisor apologized to the customer and referred the complaint
R " the rep made to her. The customer wanted to speak to a " 1o the manager. The manager apologized for the rude service,
I ‘manager. o  reviewed the complaint with the rep, and covered her on courtesy |
L _expectations o .
3 8/25/02  The TTY customer said, before he could say “thank you" 8/27/02  The complaint and correct procedure for closing calls were reviewed
o " ‘to the rep. the rep typed her closing phrase and with the rep o e - i
- disconnected the call. _ o o i -
4 Qo2 “The Speech-to-Speech (STS) customer stated that he was '9/6102__ The Manager spoke 10 the customer and stated the technical
o first receiving TTY tones each time he contacted the STS 'issue would be referred to the STS Center on 9/4/02. By 9/6/02, the
T "7 service, rather than having his call answered in voice first. customer was notified that the issue was resolved and the complaint
7 o ' ‘was closed. Customer seemed satisfied. ] -
5 gi6i02  The TTY customer stated the rep made a commenthe/she  9/6/02  The Supervisor apologized to the customer and referred the complaint
conshtuted as "stepping out of role 10 the manager for review with the rep. The rep stated she did adhere
. o tothe customer's request and fe't there was a miscommunication
o o o " between her and the customer. 1t was determined that the rep did
follow procedure appropriately. The manager was unable to contact
T o ) ‘the customer, because he refused to leave his name and number.
8 11/1/02  The Voice customer said the rep's tone of voice was very 11/1i02 " The Supervisor apologized to the customer and referred the complaint
- rude. ~__ tothe Manager. The Manager reviewed the complaint with the rep
s ' N "and reviewed courtesy expectations with her. _ '
7 11/5/02  The Vaice customer stated she was unhappy with the rep's  :  11/5/02  The Supervisor apologized to the customer and referred the complaint
) ‘explanation of how to use the Relay. ___to the Manager The Manager reviewed the compiaint with the rep
) - and the correct procedure for explaining the service. The ' customer
- ) ~ was satisfied.
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TRS COMPLAINT LOG
Prepared by SBC Michigan Relay Center

Repeorting Period

June 1, 2002 - May 31, 2003

the called party to speak slower. Then the rep told her the

call had been disconnected and said "thanks, bye". The

~_customer was dissatisfied by the entire contact

No. Date of Nature of Complaint ~ Date of Resolution
Complaint - Resolution - e
8 2/4/03 ;The TTY customer stated that he was asked to provide 2M16/03 | it was determined this customer was subscribed to Verizon. Verizon
B a long distance carrier name to place a call that was local ‘had expanded their local calling area. however the changes were not
) from his home. submitted to the MRC_ The MRC updated software after Verizon
- (We had 2 customers with this same issue in this time frame) provided a list of affected areas. . j
9 . 2/7/03_ :The TTY customer thought the rep was very rude and 2/7/03 _ The Supervisor apologized to the customer and referred the complaint |
: _-unprofessional. He felt the rep rushed him in providing o to the Manager. The Manager contacted the customer and assured
B o ‘'the number to dial. He asked for the manager to call back.  him the rep would be covered on the complaint. The rep was
- covered and the proper procedure was reviewed. The customer was |
e - . very satisfied at the end of the contact. - B
10 2/9/03  The TTY customer stated he provided the rep with the 2/9/03  The Supervisor apologized to the customer and referred the complaint
number to dial and the long d|stance company name. He ‘to the Manager. The Manager reviewed the complaint W|th th the rep,
- stated the rep did not respand to him and he had to call and she explained that she experienced computer problems onthe
- _back. Customer stated he did not want to be called back. call. She was unable to communicate with the customer.
11 2(13/03  The Voice custamer said the rep was rude. She is a . 2113103 The Supervisor apologized to the customer and stated she would
o receptionist at a business and asked the rep to hold for a ___write the complainl up and post for all reps to see -
T moment while she placed another call on hold. The - -
T ‘customer said the rep kept saying "she was notpart of the - -
T __call". The customer was unable ‘o provide the rep's number o 77 o
12 2/19/03  The TTY customer stated that when she attempts to use 3/4/03  The Manager apologized for her inconvience and committed to
' “M-Power long distance service from her office through the rresolving the issue. |t was determined that M-Power did not have
B 'MRC, she is unable to place a call successfully. She is ) a Carrier Identification Code assigned for Michigan customers to use
~very frustrated, because that is the company her business ‘them as a long distance provider. Goincidentally, M-Power was
~ would like her to process call through ‘merging with LDMI at this same time. The customer began using
i - _LDMI and was able to successfully complete calls B '
13 2120103 The__'_l'_'I'_Y_gL_l_g.t_or_T_j_e,-r__stated the rep did not identify whether 2/20/03  :The Supervisor apolog1zed to the customer and referred the complaint |
o the voice customer was a male or female. The customer - 'to the Manager. The Manager covered the rep on the complaint and
- ‘wanted the manager to remind this rep to identify the reviewed the appropriate procedure. N
- ‘voice of the called-party. - B o o
14 2/22/03  The VCO customer was very upset that the rep kept asking 2/22/03  The Supervisor apologized to the customer and referred the complaint

to the Manager The Manager cavered the rep on the complaint.
_The rep stated the called party was speaking much too quickly ang and

jlnformahon A computer {technical) 1 fa|lure caused the call 1
disconnect The rep stated she agke_ad the customer if he/she would

she had tc ask the customer to slow down to capture aII of the

like to redial and the customer said, "no".
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TRS COMPLAINT LOG

Prepared by SBC Michigan Relay Center
Reporting Period
June 1, 2002 - May 21, 2003

No. Date of | Nature of Gomplaint Dateof | = ~____ Resolution R
Complaint Resolution T
15 ; 4/113/03  The TTY customer said the rep did not fype the optionson .~ 4/13/03  The Supervisor apologized to the customer and referred the complaint
the automated recording. o g _ _to the Manager. The Manager covered the cep on the complaint and

36 41403 The Voice customer filed an informal ‘complaint with the 5/21/03 The Area Manager contacted the customer and reported that the
. T ""MPSC regarding her mabrlrty to make contact with her B prgl;[em had been corrected The Manager explained there was a '
mother-in-law (TTY user) via the MRC. Customersaid __cofrection made to the routing of her calls through the MRC. The |
she can get through to the TTY's number when she dials . ____ customer made some lest calls and found the problem had been |
0 "7 direct, but not through the MRC.~~ - . __ resolved. The customer was satisfied at the end
177 4/16/03  The TTY customer was very frusirated and feels thatthe ~ 4/16/03  The Manager apologized to the customer for her poor experiences _
T " reps are not relaylng her entire message onanswering with the service. She commm_dtcmawg the procedure v with all
- | machines. She s being told by _hér friends that they are reps and asked the customer to call her directly if she has any fu furlher
"7 only receiving half of her messages She would ke allof ‘problems. The customer was very satisfied at the end of the contact.
~ the reps to be remmdeg to relay entire messages. o R I _
AT I 4/21/03 The Vo|oe customer sta_t_eg_the rep used a_[qg_e_tone of 42103 The Supervisor apologrzed for the rude servrrgeianidstiated she would
s 'voice when reminding her to say "GA" at the end of her : __. . _post her complaint since she did not have a specific rep number.
) ~statements. - . o o I
19 4/28/03  The VCO customer says she frequently has difficulty in ~ 428103 The Supervisor apologized for her inconvenience and posted a _
~thatthe reps are nof recognizing quickly enough thatshe _reminder in both offices.
h ‘would like to use her own voice to speak. She would like ) -
all of the reps to be r_emlnded of the V(_.‘_.%r_qcedure L _ . N S
S TAR0/03 The TTY custgr_n_Ef__ stated the rep did not type theentire  4/30/03  The Supery@rjpologlzed for the |nconvenlence and comrmtted to
© 777 answering machine message, howeverthe repdidindicate  posting a reminder for all employees. The customer was satisfied.
T that an answerm_g_m_a_chane was reached. The customer _ e
B asked for the reps to be reminded to type ‘the enlire message - P - -
W_’“?ﬂ?":h'”g an answenng machine. _ _ B —— . ) -
_ T T Tr_1_e TTY Custormer sletidghe felt the rep was rude and _ 5/4103 7The Supervisor apologized to the customer for lhe rude servrce The
- ‘anxious for her to finish making her calls. She requested L ‘complaint was refetred to the Manager. The Manager covered the |

7 a Manager c¢ contact her with a fqllov_v up to ‘her complaint rep on the complaint and contacted the_customer to notlfy her that

__the issue had been resolved. The customer was very appreciative

‘and satisfied at the end of the contac1
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TRS COMPLAINT LOG
Prepared by SBC Michigan Relay Center

Reporting Period

June 1, 2002 - May 31, 2003

_rep does not know how 10 process his 2-line calls. He

asked that the call process be reviewed with her.

~ Dateof | _Nature of Gomplaint B __Date of ,, Resolution B
[ Complaint _ Resolution T
22 5/9/03 . The TTY customer stated the rep did not type the entire 5/9/03  The Manager apologized fer the inconvenience. The complaint was
""" ~ " answering machine message, however the rep did indicate covered with the operator and the correct procedure was _reviewed.
"~ that an answering machine was reached. B B o - _ 7 o
23 5/10/03  The TTY customer stated the rep did not type the entire 5/10/03  The Supervisor apologized for the poor service and commutted to
T answering machine message. however the rep did indicate postmg a reminder for all employees. The customer was satlsfled__' ]
T B that an answering machine was reached. She wanted all _ K o
i reps to be reminded to type out the complete message heard. R B T
24 5/11/03 The 2-line VCO customer state&ﬁ_he feels this particular ’ 5_['1_1&3_: ‘The Superwsor apologlzed for the p"fJor service. The rep was ]

‘covered on the complaint and the correct procedure was

reviewed.
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PRSUCITEV L )

JUM o U 2ol TRS COMPLAINT LOG
Prepared by SBC Arkansas Relay Service
Reporting Period

FRDERAL COMMUNCANGINS Lommissin June 1, 2002 - May 31 2003

OFFICE OF THE SECAgtany

No. | Dateof | __ Nature of Complaint |  Dateof | = Resolution
| Complaint Resolution S
1 7/2/02  The customer was calling in about voice . 112002 The supervisor apologized to her and asked if
~ mailsenices. She didn't realize she had _ ~ shecould help her with her question. After )
T -the wrong number but the CAwas rudeto __hearing the customer's questions, the supervisor
] :her. The customer stated shehadbeen ~~ said she was not going to be able to help her
- .with the company for many years ahd the 7 but gave her the phone number for the busmess B
- people are excellent, but this CAwas o  office and explained they would be able to help
_veryrudetoher. - 7 ~_her with her voice mail questions. She thanked

the superwsor and ‘was very appreciative and o

_No investigation possible because no CA number

o L B ) . ~was given. B 3
2 7/7/02  The customer said she had receivedacall  7/7/02 _ The supervisor apologized to the customer and
~from her daughter long distance and that ’ ~ stated we could not handle this complaint since
 the CAhad typed bad, and wasted her 7 the CA number given was not one of our CA's.
~ daughter's money for long distance. CA - _The supervisor suggested if they like the ARS,
had typed too fast then paused too long and 77 the daughter could call ARS and then call
had many wrong spelled words. The o - B@a[s The customer said thank you and
customer said daughter dreads the relay - hungup. 7
7 7 7_______§Qd they hardly call me and I m so lonesome i
- and through hell. The relays are very _
pr|m|t|ve and sad. The customer said her
~daughter had called from Baton Rouge - B
~_ LAtoRogers, AR. ) )

3 8/6/02  The customer called in on the Arkansas 8/6/02  The supervisor apologized for her trouble and ~ ~
Customer Line and said the CA madea ‘assured her a complaint would be typed up and
~call for her Vtgjier audiologist and it was - ‘passed along to a manager. The customer
_very important. She needed to getafax seemed satisfied.

‘number and it took her 3 times to get it.
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TRS COMPLAINT LOG
Prepared by SBC Arkansas Relay Service

Reporting Period

June 1, 2002 - May 31 2003

No Date of __Nature of Complaint Date of Resolution ]
| Complaint - Resolution ) -
: The typing was terrible and she only 8/8/02 :Manager spoke to the CA who seemed to think
- B understood about 1/4 of what she was o _'the customer's equipment was doing som some
L ‘saying. She also said the CA cut her off - garbllng S0 message was not always clear At
T anddidnottell her the caller had hung up. first the CA did not know it was a VCO call which
- - - o ‘caused some miscommunication. Manager did
e - - review VCO procedures with the CA.
4 8/8/02_ The customer calied in on the Arkansas _8/8/02  The supervisor apologized for any problems that
o Servrce Line and stated that on the lastfew . she was having and told her that a complaint
- __calls she has made over the last few days, ~_would be forwarded to a manager.
" several CA's are not letting the customer - N
- finish her statement. They interrupt her and  8/114/02 Managerspoke 10 the . CA, said she could not
| - say ringing.... She is trying to tell the CA's ~recall any problems with this customer. She was
if they getjrhfghswenng machine she does not sure what happened. Manager reviewed
~ wanttoleave a message. - __customer control of call with the CA. -
5 8/11/02 The customer complained thatthe CAsaid ~ 8/11/02  The supervisor told the customer she would
. there was a Long Distance block on the line, _ pass the information on to a manager, and have
and said there shouldn'tbe. The C CA dialed - ~ someone call him back o
the number and reached a securrty department S
‘who made it sound like the CA said they 8/12/02 Manager calied customer, and advised him that
“would have to make a 3 way call between . ‘he probably should call his local business office
the customer, AT&T, and Southwestern Bell in ~ to resolve the blocking issue. She told him
-order to resolve the problem. The customer to call us back if there was anything else we could
____ wanted a manager to call him as soon as do for him. o
possible. o P S o
6 8/30/02 The customer was unhappy whenthe CA 8/30/02  The supervisor apologized to her for the problem
o asked if she wanted to leave a message ‘and the customer thanked the supervisor for
“on the answering machine when she had _ taking the time to listen, then disconnected, )
B ) already given the CA the informationto _ ‘ o o
leave if the answering machine came on. 8/30/02 Manager spoke to the CA and ¢oached her to be
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TRS COMPLAINT LOG

Prepared by SBC Arkansas Relay Secvice

Reporting Penod
June 1, 2002 - May 31 2002

No. | Dateof Nature of Complaint - Date of S Resolution
" | Complaint ~ Resolution T
—— N N S __more aware of customer call instructions.
| 7 8/31/02 Thecustomercalled inonthecustomer ~ 8/31/02  The supervisor thanked the customer for caling
. ‘service line and started by saying that he - __ 'and advising us and said we would discuss
o _had never called before and that our service ) _with the CA and clear up any confusion. 7The -
B ‘has been very good. However he just hung custOmer sald yes, p please and many thanks
- __upfrom a call in which he felt the CA did o
~ nothandle the call properly. He had given - 9402 Manag%fpoke to the CA. She cc coutd not recall
- the CA a number to call for the gas ‘any problem on subsequent calls with the -
- .company and finished that call and gave o ~ customer. She was not sure if he was having
B _another number to call and there was no - B 'some equipment problems or exactly what had
o response from the CA. Aftera few i i ‘happened. Manager coached the CA to be sure
B minutes he said "hello, are you there" Q@ _to keep all customers well informed of whatis
7 __a_r_g_tthe CA said “yes ga" and "then | i gpmg on durpng the caII i
) thought someone answered on the line, so_ L L B B B o
1 talked for nothing because the CA said o o - - o
it was busy signal’. The customer said ) ) ~ S
o ‘he told the operator that she should say - i B o ) )
o ringing or busy signal at first place and o B ) o
she said "yes, ga". _ ]
8 - 9/26/02 The eustomege@d he had the CA make a 9/26/02 The supervisor apologized for the problem and
_call for him and it was busy and he told ‘assured the customer that we would talk with
7 “herto't try again that it was IS emergency. the CA. The supervisor asked the customer if B
i The customer said the CA tried twice and B he would like to make another call and he d|d
~ thenhunguponhim. - a
_ 9/26/02  Manager spoke with the CA, but she could not
B o r-gélflﬁainiy pt&;lems with ¢ customers like this. '
L . B T B _;&:;__nager reviewed emergency call policy W|th the )
] - B ) CA.
9 11712102 The customer said that the CA had hung up 11/12/02 ‘The supervisor apologized for the problem and
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TRS CCMPLAINT LOG
Prepared by SBC Arkansas Relay Service

Reporting Period

‘a complaint against a CA stating that the

12/9-10/2002

thanked him for taking time to call. She adwsed him

_that the manager would be told when she came in. |

“The customer said to ‘make sure somethmg is
,_d____one abO,L,‘Lt,’J!S CA because this is his only way
to communicate personally and professionally.
'He was assured a manager would take care of  this.

_Manager investigated the situation, found some -

CA error, some equnpment problem that the aII

7 night CA should have corrected, and then d|q
‘place this CA on P03|t|ve DISCIplIne for her

actlons and/or lack thereof

June 1, 2002 - May 31 2003
No Date of ___Nature of Complaint Date of Resolution o
| Complaint Resolution -
~on them without placing call and that she advised she would talk to the CA. The su pervisor
- wasrude. - ____ suggested there may be equipment problems so
T N CA could not type. Customer said no, N0 problem,
T ) ~_and CA should not hang up if typing is garbled.
o ’ o o ____Supervisor apologized, asked if they wantedto N
B place another call, customer said no. o
- - e _11/12/02 _ Manager spoke with CA who could recall no problem, |
- o L _ ~ -and the equipment manager found nothing ) wrong_ |
‘ - - o ~ with the equipment. o
10 12/6/02 The customer called in on n the customer 12/16/02 An ARS manager called the customer to explam
service line to ask questions about how fong ___thatthe current billing system did mail the bill
distance billing works. She has signedup _ toherinthe local phone bill. She also told her
with Global Crossing to handle her Long o that there is a new system t_)w_l[nplementec_l )
i Distance calls, but she keeps getting billed _1n 2003 allowing the Long Distance carrier of choice
by Southwestern Bell. She called their ~ tonbill directly to the customer. She said she would
business office, and they told her to call ARS. ~look forward to that change. i
11 12/9/002 A VCO customer wanted to file 1209102 The supervisor apologized to the customer and
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TRS COMPLAINT LOG
Preparec by SBC Arkansas Relay Service
Reporting Period
June 1, 2002 - May 31 2003

No. Date of ) ~_Nature of Complaint i Date of S Resolution
| Complaint - ' Resolution T
12+ 1/3/03  The customer called the Arkansas Customer @  1/3/03 _The supervisor apologized for her trouble and said
i B Service Line and said she called the relayand . n ‘he wasn't sure what was wrong but said it could
- ‘the CAdidn't say thank you oranythingand  ~ be the CA was having a problem with her o
she was forced to type "HelloQQ U st~ ___.computer. The customer said yes, maybe that
- “thereQQQ and typed GA several times." She o ___was the problem which is very understandable.
then hung up and redialed and the call_went - The customer said thanks for clanfylng for me,
o B through with the next CA. The customer ‘and she hung up. ]
\wanted to know if there was somethingwrong__, - - i - -
o jor if it was something with her TTY. . 1/3/03 Supervisor spoke with CA, but not sure if the

__ARS equipment or her equipment caused
the inability to communicate.

- B ) - 1/3/03 Investigation of ARS equipment found no B
- o - - ~ ‘malfunctions or transmission problems.
13 1/24/03  The customer called in to letus knowthere  1/24/03 _ The supervisor advised him we were aware of the
‘was a problem with AT&T when he tried to ~ problem and if he could tell us who he talked to B
- call from his work number. L S and their number, a manager would be glad to

CaII all AT&T and talk to them.

1/25/03 The customer called back and said AT&T would

The super\nsor thanked hlm for calllng back and

letting us know and advised him that if he chose a
different carrier his calls would go through but he By
‘said his company would only authonze AT&T. He _

~would have to wait until AT&T fixed the problem,

14 2/11/03  The customer wanted to talk to a supervisor. 2/11/03  The supervisor apologized for the problems she ™
' ‘The customer said she had asked the CA to ~_had on the call and asked if she wanted to have
~ dial a number for her and the CA was rude o the CA make the call for her now. SU@E,a'd it B
i and told her she didn't understand her. She ~wasn't her problem, but the CA's, and she wanted
was also angry that the CA said she had done the complaint typed up. She asked that the
‘the same thing in a call earlier. supervisor make the call for her, but the supervisor
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TRS COMPLAINT LOG

Prepared by SBC Arkansas Relay Service

Reporting Pericd
June 1, 2002 - May 31 2003

Date of

Nature of Complaint
Comptaint |

~ Date of
Resolution |

Resolution

‘The customer wantmg to place a call
_was very abrupt, and said he needed to

15 2/14/03

place a call because his father had just died.

“The customer said he was trying to get hold

__of his brother in Texas. He stated he
"~ thought we could place e-mails instead of

___phone calls. He then got angry and asked

keep the customer from gettmg any more

angry the supervisor placed the calrl The

cali over a toll free line. The supervisor
explamed they could not place the call over
toll free line and he would be billed LD

charges.

~ The CA placed the call and d let it ring 20 times.

the supervisor to place the call for him. To

customer wanted the supervisor to place the

;explained she could not do that but would geta

'dlﬁerent CA to place hercal.

‘The supervisor spoke to the CA who said she had
some trouble understanding the customer when
she gave the number, and the customerwas upset

fo have to repeat the number again.

211103 Manager talked to the CA who said there were
‘many ngises mten‘ermg in the background SO
_:she had a hard time hearing the number. CAand
- manager discussed various ways to help her with

future VCO calls where the customer gave the
____number Verb?ﬂ__.

The customer gave the supervrsor a carner L
AIITeII and the supervisor placed the call.

~ 2/14/03

A A recording said "your access line to this Long

" Distance company cannot be granted. The super-

visor tried to explain to the customer what had

~ happened. He said he would give the supewtsor

money or DbJECtS like a DVD player if he would
__place the call anyway we could. Superwsor tried

one more time and got the same recording.

~ The customer then disconnected.

a
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TRS COMPLAINT LOG

Prepared by SBC Arkansas Relay Service

Reporting Period
June 1, 2002 - May 31 2003

No. Date of Nature of Complaint Date of Resolution _
Complaint Resolution o
16 2/28/03__The TTY customer called in on the Customer ~ ~ 2/28/03  The supervisor apologized for the problem and
- - Service Line at incharge complaining about ~advised the manager would be given the information.
- the CA not spelllng correctly and not spacing - The superwsor also stated it might be an
between words. The customer sald they equipment problem and that we would check it
o could not understand what CA was typing. ‘out. The supervisor thanked them for taking the
‘The customer said "not give her hard time time to let us know about the problem.
butl cant read all togetherand made me ~ *
) ‘confused about thing. .| tried to catch some 3/5/Q3 ‘Manager spoke with the CA who said she had
;but not all.” ‘not run words together, and her screen appeared ]
B - ) o .normal. Not sure if the customer's equipment
T R B had malfunctioned or what had happened. |
- - - ‘Manager evaluated the CA's typing skills and found
o ) o them to meet the standards. -
717 3/3/03  The voice customer stated that he was just 3/3/03 _The supervisor looked up the CA number and found
o _on the phone with his son's mother, who is we do not have any numbers in the 700's. The
R " deaf, and the CAhad voiced to himwhathad ~ supervisor then called the customer back to
- - b_e__en__typed and he didn't catch all of it and verify the number and he said yes, it was 768F and
"~ heasked the CAtorepeatit. The CA _he had even written it down. The supervisor
“refused to repeat it and kept saying you need ‘apologized for the trouble and the customer
] to direct your questions to the other person. seemed okay when he hungup.
The customer then asked to speak to a
_supervisor and the CA put him on hold for a , -
_couple of minutes and then came - back en 3303 _Manager unable to do any follow__q_p mvestqgatlon
N ) _the line and said the other party had hung up. ~ asthereis no CA number 768F.
The customer then asked for her CA number. -
7 The CA gave 768F as her number and then - o
rhungrupm” i
18 3/13/03 ATTY customer called in on the Arkansas 13/13/03 The supervisor advised her we would check to see

Customer Service Line to tell us a CA had
dlsconnected her at 9:20 AM and again at
10:10 AM

if we were having equipment problems or what
~ happened. The supervisor did ask the CA if she
knew what happeneéd and she said no problem
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TRS COMPLAINT LOG
Prepared by SBC Arkansas Relay Service
Reporting Period
June 1, 2002 - May 31 2003

] Eomplaint o __ﬁa_s_olutlon N

No. Date of o Nature of Complaint Date of ~ Resolution

with equipment that she knew of and she said
she had not disconnected anyone.

~3113/03 ‘No ARS equipment problems found.

19 3/15/03  The customer called in wanting to file a ~ 3/15/03 ~  The supervisor apologized for the problem and ~
© 77T complaint. He had justreceivedacallfrom  advised him this would be typed up and given |
- “ARS and was having a hard time hearingor 'to a manager on Monday. He seemed fine with |
- “understanding. He stated his cordless this information and hung up okay. i
‘phone was cutting out and he kept askmg ‘ i
- ~ the CA to repeat. The CA called him an ~ 319/03 Manager spoke to the CA, and did some research.
) ~_ass hole and hung up on him. The customer ‘Found that the CA had been extremely rude to N
- stated she was a black lady and he was not the customer, and was subsequently placedon
o ‘able to get the CA number. He stated his ~__ Positive Discipline for her actions.

‘mother is deaf and he assumed that is who

was calhng him and he gave us her number.

20 3/31/03 The customer wanted to talk to a supervisor. 3/31/03 The supervisor asked what time it had happened
- ‘He stated he had called the relay yesterday  and asked if he remembered the CA number. He
_because a friend had been bitten by adog, ‘said it was about 1:00PM but he didn't know the
o and the_y_nggded to call the police. He said CA number. The supervisor apologized for_the
- th__e CA told him the call couldn't be completed ‘trouble and said a report of the situation would
- and the CA almost hung up on him but Desentioamanager.

‘ flnally got through to the police. S
o ‘ ) 7 ‘ 4/4/03 ‘Manager investigation inconclusive. Spoke to a CA

o . - o ~who handled another call for the same 5|tuat|on but
‘not able to identify the original call's CA.

217 T 413003 The customer typed "Yes pls | am complain 413103 The supervisor thanked the customer for letting us
————— - ornrthat lady who waSﬁngon TTYbutldont ~ know aboutthe Dr0b|em and apologized for the

- ~ know the # that lady so | don't like whatshe ~confusion. =]
——— Say On TTYII B o R R e e
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TRS COMPLAINT LOG
Prepared by SBC Arkansas Relay Service

Reporting Period

June 1, 2002 - May 31 2002

No.

Date of

Nature of Complaint

Date of

Resolution

Compliaint

Resolution

22

23

4/10/03

~asking her for a lor_tg distance company

4/18/03

413103

‘Before the customer called back in the CA called

‘the supervisor to look at the screen because they

_‘typed "u sound rude". The TTY customer called

~_inand asked to call on MCI card, but had typed
_almost all 30 digits together (no_spaces between)

The CA typed "l have the 800 MCI #, but have no

~ The customer was upset that the CA kept

- a local call,

_answering machine, but she did not know

_what the message was. About 5 or 10

_her TTY at home and not on a cell phone and

she c_g_u_ld not figure out what was going on.

‘when the call she was trying to make was
The customer stated she was on

~ idea which of the # u gave were the clg card or # to

call please be specrfrc thx" TTY typed "Smrle IE | am
getting other line cuz u sound rude smrle bye sksk"

44103

4/10/03

minutes later the daughter called in and

" The customer s: sald her daughter was havmg
trouble reaching the relay from her cell phone.
__She said whenever she calls she gets our

_said that whenever she has called in today

with either of her 2 cell phones she gets

Manager spoke to CA. She said she had called |

‘the supervisor to help figure it out, but by that tlme -

the customer had hung up. Coached CA on

possmle other responses that would not seem rude

The supervisor apologized for the problem and

‘explained that our computer showed the number she

was calling from was a 479 area code and she

was calling to a 501 area code and that made it

Iong distance. The customer said she was calllng i

from a 501 area code. The supervrsor sald we
would write up a credit ticket so she would not_
_be billed for the call and also a trouble tlcket

in hopes the problem would be fixed soon,

The customer said thanks for the help, and hung up. -

4/18/03

The supervrsor apologlzed to both calllng partles
-and explained to the daughter that one cell phone

was setupon a proflle to answer voice, but the
2nd celt phone was not. The supervrsor said he did

‘not know why the Ilnes were answering flne on the

800 number but not via 711. Suggested to the
customer to ‘check with her cell phone company

to be sure their equipment was set up correctly
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TRS COMPLAINT LOG

Prepared by SBC Arkansas Relay Service

Reporting Period

dune 1, 2002 - May 31 2003

No. Date of ~_ Nature of Complaint Date of Resolution o
| Complaint Resolution -
___TTY tones. She stated she had neverhad ]
B ~ this problem until about 2 weeks ago. 4/18/01_3 3 Supervisor entered the 2nd cell phone nu mber ir |nto
B _ She reported it to a manager at thattime - _the data base profile to answer voice first,.
B and whatever they did fixed it until today. 7 o
[ 24 4/19/03 The customer (voice) complained thatduring  +  4/19/03 The supervisor apologized that it happened and
- his call he had asked a question and the CA ’ said we would talk to the CA. The supervisor told
- told him he had already asked that question. ___ the CAwhat the customer had said and she said
B ‘The customer thought that wasn't right and e that during the call he'd asked the tty customer
D ‘his supervisor told him to ask for arelay - a question and she had answered "nc". He then
i N Supervisor. ___asked the same question again so the CA reminded
7 - N - _ himthatthey had just answered "no" to that -
i 7 ) o o o ~_ question The CA said he seemed irritated that
- o ] - - she had told him that so she went ahead and i
a B S S typed the question again and the customer typed |
R - - - o 0" again. The CA said she wasn't trying to
) o - - ) «cause a problem with the call, she was just making
B ) ) . B - _sure he really wanted to ask the question again.
i 7 ) ©4/21/03 _ Manager met with CA who again said she was not_

trying to be rude or controlling. Manager and CA
discussed some alternative methods to handle

such situations in the future.
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